Connecting the Pieces: Communication
Communication is a critical element in the successful operation of systems of emergency medical care. The many separate parts of these systems—individual health care providers, emergency medical services (EMS) agencies, emergency departments (EDs), critical care units, and various others—must each perform their roles well, and they must also be able to work together. Communication, through formal and informal channels and through high-technology equipment and simple face-to-face conversations, is the thread that ties the separate pieces into a system.
This chapter views communication from several perspectives. First, the context in which communication takes place creates special (perhaps even unique) communication needs. Delivery of services to specific patients raises different issues than do planning and information exchange that are independent of patient care. Second, the mechanisms by which communication is achieved raise special questions. Some forms of communication— enhanced 9-1-1 emergency access systems and statewide microwave radio networks are cases in point—depend on the application of particular technologies or equipment. Often, however, ordinary telephone calls can meet important communication needs. The third important factor is the participants in the communication process. Patients and their families (or other bystanders), providers, and administrators need to interact in various combinations and for various purposes. Fourth, better communication among all the providers who care for a patient is a special concern. "Follow-up" on patient outcomes and further care and "feedback" from other providers characterize two important forms of that communication. Through follow-
187tempted based on the description of the crash.  Such a policy might benefit from protocols for communications personnel and dispatchers that have been developed on the basis of information about the characteristics of road accidents and injuries in various geographic locales.
